MTF Action Plan Report
Naval Hospital Pensacola

Patient Satisfaction Report: September/October/November 2001 Appt. Data
Total Malled = 1260 Retums As Of Cutoff = 419 Non-deliverables = 46 Response Rate = 34.5%

Overall Satisfaction with Clinics {Q12)

Qverall Satisfaction with Medical Care (Q5)

Moan Score (7=Complotsly Satisked, 1=Complately Dissatisiiec)

Mean Score (7=Compietely Satished, 1=Complately Dissatisfied)
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Comparison To:
* Highest Comeiation with Clinic Satisfaction (Q12)
Change from ** Highest Correiation with Medlcal Care Satisfaction (Q5) Mean All Other Navy MHS Wide Nationai Clvilian
Jun/JulAug Apts Mean Score (5=Excellent, 1=Poor) Score  MTFs Within MHS Average HMO Average
L1 Access Average 3.77 3834 359 [ 4 | 347 &
[T * Referral for speclalty care (Q10c) 385 372 1] 367 [ # 359 | 4]
13 * Access to medical care (Q10b) 384 3781 372 (4] 363 &
¥ * Office walt time (Q9) 353 351 [ ] 347 [ ] 319 [#
(1] Time to return your call (Q11) 361 3454 | 339 [ & 330 [ 4 |
(1 Ease of making phone appointment (Q10a) 408 370 4] 369 (1] 376 [ #
(17 Appointment wait ime (Q7) 381 387 %] 365 (&1 346 | ¢
1 Quality Average 408 409 ] 4041 375 &1
1 ** Overall quality of care received (Q3)) 414 414 [ | 410 [ [ ] 380 (& ]
(1] ** How well the care met your needs (Q3l) 398 403 [ [ ] 397 [ [] 360 (¢!
(1] ** Thoroughness of treatment (Q3c) 409 416 | 411 [ ] 382 4
1T How much you were helped (Q3h) 397 398 [ 1 3903 [ [ 365 4
(1] Explanations of procedures and tests (Q3d) 422 414 T 409 [ & 380 4
[ 1] Interpersonal Relationship Average 411 408[ ] | 404 [ [ ] 373 T4 |
(T3 * Personal Interest in you (Q3e) 416 412 [ 1] 407 L1 379 (% |
11 * Attentlon given to what you had to say (Q3b) 419 418 412 [ 1 385 %
¥ * Amount of time with Or. and staff (Q3g) 391 397 [ [ 392 [ 355 [ 4|
(1] Advice on ways to avoid iliness/stay healthy (Q3f) 398 396 [ ] 394 11 359 4]
(11 Friendliness and courtesy of staff (Q3a) 429 418 ¢ 413 4 387 (&4
Your rating is: E Lower ED Same _ 4 i Higher
For further information, contact: FOR OFFICIAL USE ONL?

Lieutenant Tuan Nguyen : (202) 762-3341 or DSN 762-3341 : tbnguyen @us.med.navy.mi!
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